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1

Presentation of Smart-Up Project

The overarching aim of SMART-UP was to encourage the active use of Smart Meters and In-House
Displays by vulnerable customers, in those Member States where the roll-out of Smart Meters has
been embarked upon. Indeed, previous studies have shown that Smart Meters do not lead to
energy savings in the residential sector unless households actively use them and are encouraged
to modify their everyday practices. Our project intended to fill in this gap, while also raising
awareness on demand response services.
The way we did so was by developing a training program for installers, social workers and other
frontline staff in contact with vulnerable people, so that they could inform vulnerable consumers
about the benefits brought about by smart metering and advise them on how to use their Smart
Meter and In Home Display (IHD) units (where fitted) to best effect. Indeed, most vulnerable and
low-income householders require a one-to-one and on-going support in order to reduce their
energy consumption.
The training packages were tested and improved before being disseminated amongstthe major
actors involved in smart meters deployment (DSOs, energy utilities, installers…). From 50 to 100
installers or other frontline staff weretrained in each project partner country. Each of them
delivered face-to-face advice to 10 to 20 households, to reach around 1,000 households in
everycountry. DSO and energy utilities (depending on the national context) were involved in order
to provide the necessary support for this studyand to ensure further dissemination of the training
packages.
Besides empowering vulnerable consumers, the project served to get some feedback on their
specific needs and onthe ways to appropriately communicate with them and help them take profit
of smart metering. The project alsohelped consolidate data on how much energy could be saved if
vulnerable householders were empowered to make best useof the opportunities that Smart
Metering offered.
2

Context and Objectives

2.1 Context of the task
In order to keep the involvement of stakeholders, partners in each country: (1) created a
stakeholder network to send updates about the project and (2) track the project activities.
2.2 Objectives of the task
The objective of this task wasto establish a network of interested stakeholders in the domestic,
public and private sector including social housing providers, utility companies, distribution
companies and community organizations etc.All partners disseminated project updates, key
findings and recommendations via this network.

3

Work performed

This section takes into account the task content and objectives to explain what was done in each
country in order to maintainthe involvement of stakeholders and partners in each country. As
such, it is divided in 6 sub-sections, one per country (in that order: Spain, Italy, France, Malta and
UK), which follows the same structure so the reader can easily compare what was done in each of
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them. To be specific each partner explains (1) the direct network in each organization; (2) the
work they did to keep the stakeholder’s involvement followed by (3) the implemented tasks
developed to do so.
3.1 Spain’s work to keep the involvement of stakeholders
3.1.1 Direct Network
Ecoserveis established network with3 partners. Two of them were successful.
1. Barcelona Energy Agency: Coinciding with the beginning of the SMART-UP project,
Ecoserveis got in touch with the Barcelona Energy Agency, which had a project called selfsufficiency Barcelonathe aim of which was to install 200 Mirubees (energy monitoring
systems) in 200 households. Ecoserveis reached an agreement with the Barcelona Energy
Agency to provide training to the energy agents that were going to install the Mirubees so
they could distribute the SMART-UP project tools to the households and also transfer the
acquired knowledge.This network was not successful because: (1) The self-sufficiency
Barcelona project did not develop in time and (2) there was a problem with the Organic
law 15/1999 of December 13 about protection of Personal Data, (LOPD).
2. Barcelona Municipal Social Institute (IMSS): Ecoserveis reached an agreement with the
Barcelona Municipal Social Institute to include SMARTUP in a new project called
“Empowerment Plan to tackle Fuel Poverty”. In this synergy, SMART-UP was already able
to reach an estimated number of 5.000 houses. Actually, 3.100 houses have been reached
which almost 2.500 signed the consent form. As such, Ecoserveis decided to stop looking
for more stakeholders and focused all effort in this collaboration.
3. Associació Benestar i Desenvolupament (ABD): Ecoserveis collaborated with ABD to
develop the SMART-UP project goals and ABD’s own project interests to catalyse the effort.
In that sense, ABD helped to coordinate energy agents
3.1.2 The project strategy
This section explains the project strategy in Spain explained from an organization point of view. As
such, it includes the names of the organizations that were involved in the project whether it was in
a direct or indirect way.
Phase 1- From the idea to the project: In order to find appropriate households to implement the
project, Ecoserveis contacted the Municipal Institute of Social Services (IMSS). The SMART-UP
project idea became appealing to the mentioned public institution and as such, they decided to
implement a similar project at the local level with other institutions. Ecoserveis developed SMARTUP inside this wider project called PFAEP.
Phase 2 – PFAEP and SMART-UP: The Municipal Institute of Social Services developed a project,
”Program to fight against energy poverty” (PFAEP), that had two goals: (1) train people working
on the construction sector that were both older than 45 years old and had been unemployed for
more than a year and a half and (2) help tackling fuel poverty. As such, in December 2015 it
contacted the Catalan Entities for Social Action Organization (ECAS) which managed a grant
application to contract one Non-for Profit Organization (NPO), who coordinated the project
(Wellness and Development Association (ABD)) and 7 NPOs that were in charge of developing the
project in 5 zones.

Grant agreement number: 649669 – H2020-EE-2014-2015 / HG2020-EE-2014-3 - MarketUptake

5

Stakeholder engagement– WP2-task 2.3 – July 2018

Since PFAEP and SMART-UP had similar goals, Ecoserveis gave support to ABD to train the agents
and coordinate the project. There were mainly three coordination activities: (1) Develop the
material to train Frontline Workers (FW) and ensure it was done, (2) Look for adequate
households and (3) ensure data was collected and process them. The following diagram is
developed with the aim to provide the reader with a comprehensive scheme of how was the Pilot
Project.

Figure 1 Representation of PFAEP and SMART-UP in Spain. Source: Ecoserveis

Phase 3 – Implementation: IMSS provided a pool of households and the PFAEP project gathered
the unemployed construction workers from LABORA (social employment agency1) to be trained as
Frontline Workers.

1

W110.bcn.cat. (2018). Programa Làbora | Servicios Sociales para la Población General | Catálogo de Servicios Sociales y otros |
Servicios
Sociales
|
Ayuntamiento
de
Barcelona.
[online]
Available
at:
http://w110.bcn.cat/portal/site/ServeisSocials/menuitem.931633495bcd6167b4f7b4f7a2ef8a0c/indexf723.html [Accessed 21 Feb.
2018].
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3.1.3 Networking implemented tasks
Generally speaking, working together with ABD, ECAS and the municipality of Barcelona,
Ecoserveis helped to coordinate energy agents and was present in weekly meetings with
stakeholders in order to receive feedback and provide guidelines to improve the results.
Ecoserveis also provided support to ABD to send three newsletters to stakeholders and energy
agents with the update results about household’s visits and news concerning legislation and
protection to vulnerable consumer.

Figure 2 Example of newsletter

Ecoserveis also keep in touch with the municipality of Barcelona to report about the results of the
project and that wind up in a new agreement to analyse the impact of the project through a 2
years study in collaboration with one university, the municipal public health agency and one NGO.

3.2 Italy’s work to keep the involvement of stakeholders:
3.2.1 Direct Network
ASIFOR established networks with 8 major partners and 5 branches of a major partner. At the
beginning of SMART-UP, AISFOR contacted several stakeholders to verify possible synergies with
the SMART-UP project in order to create win-win situations and maximise effort. However, having
to meet the ambitious objective of delivering enhanced advice to 1.000 vulnerable households, it
soon became clear that the best way to deliver SMART-UP was to set-up agreements with a wide
network of stakeholders working at national level. Below there is detailed the stakeholders
engaged to build the network in an alphabetic order, reporting the activity carried out and the
agreement signed (the agreements were all signed starting from May 2016 onwards)
We hereunder specify the contacted organizations and how they related to the project.
Grant agreement number: 649669 – H2020-EE-2014-2015 / HG2020-EE-2014-3 - MarketUptake
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1. Associazione per l’Invecchiamento Attivo – Auser is a non profit association providing assistance to
old people. They are a National association working through the country but following contacts
already in place in place due to specific context of the earthquake we worked with the node in the
city of L’Aquila. Auser L’Aquila was already implementing a project with the municipality to support
old people with their daily shopping needs and they believed that providing also enhanced advice
on domestic energy consumption to their target would have been added value. An agreement was
signed with them to engage 100 vulnerable consumers in the areas of the city of L’Aquila (in the
Abruzzo region).
2. Collegamento Italiano Lotta Povertà - CILAP is the Italian node of the European Association Anti
Poverty Network (EAPN). It expressed its interest since the very first meeting to collaborate on
SMART-UP. An agreement was signed to engage 200 vulnerable households through the numerous
non-profit / volunteer association with which CILAP collaborates.
3. CONSOL – is a non-profit association working in the Northern area of Rome. They were contacted
at the start of the project and expressed an interest in collaborating on SMART-UP. An agreement
was signed for the engagement on SMART-UP pilot .
4. Comune di Silvi – the Municipality of Silvi (near the city of L’Aquila, in the Abruzzo region)
expressed its interest in the SMART-UP project to provide advice and support to the citizens which
had requested the Energy Social Bonus - financial help as discount in the energy bill. It was agreed
that the Municipality would send to all the eligible citizens a letter inviting them to a helpdesk
created within the Municipality with the energy bill to seek for advice. The letter was sent and the
helpdesk at the municipality was active for 3 months, however being a public body the agreement
did not specify the number of expected households to engage.
5. LEGA Consumatori – LC is a consumer association working at national level very keen on social
issues and with local helpdesks providing support to consumers in case of problems with energy
bills / contracts. LC was interested in collaborating in the delivery of SMART-UP believing that their
associated vulnerable consumers would highly benefit of enhanced advice on domestic energy
consumption. It was agreed to involve in the SMART-UP project only the local helpdesks most
active with a vulnerable target and to largely cover the country from North to South:
a. Lega Consumatori Rovigo, an agreement was signed to engage 40 vulnerable households in
the areas of the cities of Rovigo and Ferrara (in the Emilia Romagna region)
b. Lega Consumatori Genova, an agreement was signed to engage 20 vulnerable households
in the areas of the city of Genova (in the Liguria region)
c. Lega Consumatori Roma, an agreement was signed to engage 20 vulnerable households in
the areas of the city of Rome (in the Lazio region)
d. Lega Basilicata, an agreement was signed to engage 60 vulnerable households in the areas
of the city of Matera (in the Basilicata region)
e. Lega Calabria, an agreement was signed to engage 20 vulnerable households in the areas of
the city of Cosenza (in the Calabria region)
6. Rete Rigenera – RIGENERA is a cooperative working in the social housing sector in the city of Rome.
Rete Rigenera was contacted having learnt about the BUILDHEAT (H2020) project they are involved
in. Having the direct contact with vulnerable households, Rete Rigenera expressed its interest to
collaborate on SMART-UP so as to integrate the services offered to the households also on
domestic energy consumption / saving. An agreement was signed to engage vulnerable households
on SMART-UP pilot in the city of Rome (in the Lazio region).
Grant agreement number: 649669 – H2020-EE-2014-2015 / HG2020-EE-2014-3 - MarketUptake
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7. Società Cooperativa Abitamondo - Abitamondo is a social non profit organization based in the
North East of Italy which assists vulnerable households on several issues. The SMART-UP project
was complementary to the activities they were delivering and they believed that their target would
have highly benefitted from receiving advice on domestic energy consumption. An agreement was
signed to engage 100 households on the SMART-UP pilot in the area of Pordenone, Udine, Trieste,
Gorizia (in the Friuli-Venezia-Giulia region).
8. Università degli studi dell’Aquila – the social department of the University of L’Aquila (in the
Abruzzo region) was contacted and expressed its interest to collaborate on SMART-UP. The initial
idea was to create a node including also the social workers association of the city and the
Municipality. However a SMART-UP node involving more stakeholders was not created but
nevertheless the University collaborated in the development of the SMART-UP by setting up
helpdesks within the university to address the students (the majority living in rented inefficient
houses) and by delivering advice to some vulnerable households suggested by the social workers.
9. Unione Nazionale Consumatori – UNC is consumer association working at National level through a
network of local helpdesks and, as for the other consumer association, it was agreed to involve in
the development of SMART-UP several helpdesks in order to cover the country. An agreement was
signed with the UNC headquarters in Rome to engage 500 vulnerable households in Italy, the
national office then involved the following local offices for the delivery of the activities: UNCFoggia,
UNCBenevento, UNCMessina

Several other stakeholders were contacted to see how they could be involved in the SMART-UP
project, both from the social sector as well as from the energy sector. However due to different
barriers (such as time constraint, lack of interest in the project activities, lack of direct contacts
with vulnerable households) it has not been possible to actively engage them in the project
delivery activities and in the SMART-UP network.
3.2.2 The project strategy
This section explains the project strategy in Italy explained from an organization point of view. As
such, it includes the names of the organizations that were involved in the project whether it was in
a direct or indirect way.
The building of the network in Italy was a long and tedious work mainly due to the lack of
awareness and knowledge of Italian stakeholders on the energy poverty phenomena. The first
activity carried out by AISFOR was to identify possible actors interested in the collaborating in the
project. This activity was carried out starting from already existing contacts working on social
aspects in the energy sector. Through interviews and dialogue, information was collected on
stakeholders working also on social issues and a first list of possible stakeholders to involve on
SMART-UP was drafted including stakeholders coming both from the energy and social sector.
Following the preparation of communication material addressing stakeholders, the selected
stakeholders were then contacted, the project illustrated highlighting benefits and added value for
the stakeholder’s collaboration.
In some cases, after the first contact and the initial dialogue, it was not possible to pursue the
stakeholder’s engagement strategy. However in most cases the stakeholders, even having little
knowledge on energy issues and none on energy poverty, considered their involvement on
SMART-UP as an opportunity to empower their operators and then integrate the services and
Grant agreement number: 649669 – H2020-EE-2014-2015 / HG2020-EE-2014-3 - MarketUptake
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advice delivered to their target.
With the interested stakeholders, the practical details of the delivery of SMART-UP were then
discussed to define the specific SMART-UP delivery activities (geographical area, number of
households to be engaged, characteristics, timeframe, etc.). Once all the details were agreed on,
the SMART-UP agreement was drafted and signed.
3.2.3 Networking implemented tasks
AISFOR prepared the tools for the SMART-UP delivery (preparation of kit for households, manual
for SMART-UP operators, internal methodology to collect and validate data, internal monitoring
and communication tools). The activity on the field was carried out by the stakeholders, which
were responsible of:
 Identifying vulnerable consumers and their engagement on SMART-UP pilot(s) – mainly
through direct contacts with the direct;
 Colleting ex-ante baseline data and delivering the enhanced advice;
 Collecting ex-post energy consumption data.
The same strategy was carried out with all the stakeholders. AISFOR was responsible of
coordinating and monitoring all the activities of the stakeholders. All the information collected by
stakeholders (signed consent form, baseline energy data, etc.) was collected by AISFOR to be
further analysed at the end of the project.
To keep the network updated on the progress of the project, AISFOR drafted and sent several
newsletters including articles on project results, objectives meet as well as tools available for the
network and reminders of the energy tips to be delivered to the vulnerable households.
Further to the newsletter addressing the network members, AISFOR also prepared a portal for the
network members with the SMART-UP tools which included videos on the main energy saving tips,
link to the Authority’s energy contract comparator, link to the TOPTEN website to choose the
appliance and other useful information.

Figure 3Screenshot of SMART-UP portal
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3.3 France’s work to keep the involvement of stakeholders:
3.3.1 Direct Network
Alphéeis established network with a total of 4 main partners and have been in contact with 6
partners 4 of them were directly involved in the project. We hereunder specify the name of them
and how was the network we stablished:
1. UNCASS: The UNCCAS was our first partner as soon as we submitted our proposal and we
signed an agreement very soon after the start of the project. This association represents
the communal and intercommunal representatives in charge of social affairs. It is
composed of more than 4,000 CCAS/ICSW adherents (i.e. 6,800 communes) whose action
affects 70% of the population. In view of its national coverage, we hoped to be able to rely
on their members to provide advice to households on several localities in France.
2. ADAM Association: After a long period of researching sites for experimentation, the
district named “les Moulins” was chosen as the site of our experimentation because of the
availability of the smart meters throughout this area and a very high proportion of
vulnerable households. We searched for a local partner to conduct household visits. After
contacting several local actors able to work in this area, we retained the ADAM Association
for several reasons. The first of all was his strong involvement in the neighbourhood, his
good fame with the locals. This criterion was all the more crucial in a particularly difficult
area of access for outside people. The second was that they had already been associated
with ENEDIS in an action to raise awareness of households during the installation of meters
a year earlier. We have signed an agreement with Adam Association to train them and
allow their employees to provide advice to households.
3. Véolia: This industrial company has been our partner to provide certain households with
an IHD during the small-scale pilot. Several meetings were organized in Paris in their
premises and in Nice on the site of the experimentation to define our partnership
agreement then to follow and share the results of the project.
4. At the beginning of the project, we had established a partnership with EDF, but for
commercial reasons, EDF could not accompany the project, despite several meetings
organized in several cities in the southeast of France to try to locate SMART-Up project
(Nimes, Marseille, Toulon).
5. ENEDIS: We have also established a partnership with ENEDIS, the main French electricity
distributor and owner of smart meters. This partnership has enabled us, with the explicit
consent of households, to directly access detailed household consumption information.
This partnership also allowed to test, for the first time in the south-east of France, the
process of making data available to a third-party.
6. Nice Côte d'Azur Habitat and the city of Nice were also approached but apart from given
their agreement to the project and being informed of the results, they were very little
involved in the project.
We also had contact at the beginning of the project with several partners in order to present them
the project and consider a deployment of experimentation with them. These different contacts did
not allow them to be associated with the SMART-UP project, but we kept in touch and continued
Grant agreement number: 649669 – H2020-EE-2014-2015 / HG2020-EE-2014-3 - MarketUptake
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to inform them about the progress of the project and the results obtained through our
newsletters. Among these contacts, we can cite social landlords:


We have organised meetings with social landlords to try to engage them in the project.
Until now we have met:


Var Habitat in La Valette-du-Var (Toulon),



HMP in Marseilles,



Habitat du Gard and SEMIGA in Nîmes.

If today, only Côte d’Azur habitat is involved in the project, we hope that the tools developed in
the framework of SMART-UP project can be in the future adopted by other partners.

3.3.2 The project strategy
This section explains the project strategy in France explained from an organization point of
view. As such, it includes the names of the organizations that were involved in the project
whether it was in a direct or indirect way.
At the very beginning of the project, Alphéeis wanted to deploy the project on several sites in
France, it was in this context that Alphéeis had established a partnership with the UNCCAS.
However after several months of research and contacts with many actors. It was decided to
change the strategy in view of the inability to rely on the members of our UNCCAS partners.
Indeed, unfortunately, we were only able to organize two training sessions involving 35 people. At
the end of the training, participants were not able to engage themselves in providing advice to
households because of their lack of knowledge of households equipped with smart meters. In fact,
planning the deployment of smart meters having started only from 1 st December 2015, this did
not allow them to know if their municipality was part of the priority areas for the deployment of
meters and which household was equipped. However, we continued to inform this partner and
the trained people about the project and the results obtained.
The new strategy has been to find a site that meets the dual criteria: to be equipped with smart
meters and to house a large number of vulnerable households.
After a work of identification carried out from mapping tools, we targeted several zones. 4 in the
southeast of France: Nimes, Marseille, Toulon and Nice.
We have established contacts with local actors with the help of our partners EDF and UNCCAS. It
soon proved that the "Moulins" district in Nice was the most produced because of the 100%
coverage with smart meters and the very high proportion of vulnerable households.
From then on we worked with the ADAM Association that we trained and then met with the
households. Throughout these visits, we have been in permanent contact with the ADAM
Association and its household workers. A dozen meetings were held on the occasion of the
retrieval of the questionnaires to take an update on the difficulties encountered and the lessons to
be learnt from the visits.
Alphéeis also organized, with the help of the ADAM association, meetings with the households in
Grant agreement number: 649669 – H2020-EE-2014-2015 / HG2020-EE-2014-3 - MarketUptake
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particular to inform them about the possibilities of access to the meter information via Internet or
for the taking in hand of the IHD.
Alphéeis organized in the premises of ENEDIS a meeting for the delivery of the energy saving kits
in the presence of an elected representative of the city of Nice and the local press.
3.3.3 Networking implemented tasks
Apart from the help and close relations maintained throughout the project with the ADAM
Association, Alphéeis maintained a contact with the other partners of the project. Indeed, we have
distributed them through email or through collaborative platforms like construction 21 or the one
animated by the French network “RAPPEL”, which brings together nearly a thousand organizations
interested in the energy poverty in France.
SMART-UP - NEWSLETTER TRIMESTRIELLE DES PARTENAIRES

N°4

Newsletter trimestrielle
des partenaires
LETTRE D’INFORMATION N°4- FÉVRIER 2018

DANS CE NUMÉRO

Les premiers résultats
Dans le cadre du projet SMART-UP, Alphéeis,
coordinateur du projet et responsable pour la
France de la mise en œuvre des actions de
sensibilisation et d’information des ménages, a
conclut un partenariat avec l’association
ADAM, pour rencontrer 1000 ménages en
situation de précarité énergétique, afin de leur
présenter les fonctionnalités du compteur
Linky, leur expliquer comment mieux suivre
leur consommation d’énergie et leur rappeler En effet, dans la majorité des cas, les
compteurs sont inaccessibles, car installés dans
les éco-gestes à mettre en œuvre.
des placards verrouillés sur le palier, et
n’offr nt pas la possibilité aux ménages de
vérifier ni de suivre leur consommation

SMART- UP est un projet transeuropéen
ﬁnancé par le programme de recherche et

britaniques, espagnols, français, italiens et
ma lt a is oeuv rent à a ccroî t re l a

Le projet implique
• la fourniture de compteurs
communicants performants
• des travailleurs sociaux et
des associations d'entraide
formés pour fournir des
conseils avisés pour faire
réaliser des économies
d'énergie à 5 000 ménages

conna i ssa nce et l ' ut i l i sa t i on des
compteurs communicants auprès de
5 000 ménages.

Quartier « Les Moulins » (Nice)

Le pack « Consommez
Mieux ! »
Des gestes simples pour de
vraies économies

Partenariats : ENEDIS,
VÉOLIA et MÉTROPOLE NICE
COTE D’AZUR
ENEDIS donne accès aux
données de comptage
VÉOLIA fournit un véritable
tableau de bord « énergétique »
développé dans le cadre du
projet de monitoring urbain
conduite avec la MÉTROPOLE
NICE COTE D’AZUR

d'innovation H2020 de l'Union Européenne.
Grâ ce c e p r o j e t , l e s p a rt e n a i r e s

Les premiers résultats

• des recherches pour évaluer
l'impact et partager les
résultats

Pour plus d'information sur le projet ,
visitez www.smartup- project.eu
Alphéeis, Coor dinateur

De plus, 87,2% des ménages sont mensualisés
et ne reçoivent dans ce cas qu’un relevé annuel,
A ce jour, l’ensemble des visites a été conduit et qui plus est, le plus souvent par internet.
les premiers résultats sont disponibles.
AISFOR (Ital ie), Ecoserveis ( Espagne ), NEA (Royaume-Uni ), PIM (Malt e),

The project has received funding from the European
Union ’s Horizon 2020 research and innovation
programme under the grant agreement No 649669.

POUR PLUS D’INFORMATIONS

Contacter Alphéeis
Etienne Marx :
Tél : 04 92 90 65 56
etienne.marx@alpheeis.com
Pierre Nolay :
Tél. 04 92 90 65 51
pierre.nolay@alpheeis.com

Ils nous ont permis de vérifier l’intérêt porté
pour une meilleure gestion de leur
consommation d’énergie, la difficulté
e
d’accès
aux informations de consommation (88,1%) et
d’interprétation des données disponibles.

Ces premiers constats, nous ont confortés dans
notre démarche qui visait également à
accompagner les ménages d’une part pour les
aider à mettre en œuvre les éco-gestes et
d’autre part à mieux utiliser le compteur
communicant pour suivre, comprendre et
analyser leur consommation.

Visitez le site Web du projet :
www.smartup-project.eu

Alphéeis
Pierre Nolay et E" enne Marx
sont à votre disposition pour toute information
complémentaire

Figure 4SMART-UP project newsletter for France

Grant agreement number: 649669 – H2020-EE-2014-2015 / HG2020-EE-2014-3 - MarketUptake

13

Stakeholder engagement– WP2-task 2.3 – July 2018

3.4 Malta’s work to keep the involvement of stakeholders:
3.4.1 Direct Network
Motion Ltd established a network with a total of three strategic partners. We hereunder specify
the name of them and how was the network we established:
1. The national LEAP platform within the Ministry for the Family and Social Solidarity
(https://mfss.gov.mt/leap): LEAP aims to combat social exclusion and poverty via the development
of a cluster-based network system at both regional and local levels in order to help vulnerable
groupings integrate within the labour market, while building capacity amongst social stakeholders.
The LEAP project is an operative part of the National Strategic Policy for Poverty Reduction and for
Social Inclusion, and manages 11 Leap outreach centres across the Maltese islands. It focuses on 4
population groups: (i) children, (ii) elderly, (iii) unemployed, and (iv) working poor. This policy
focuses on 6 key dimensions that can determine or alleviate poverty and social exclusion, namely
(a) income and social benefits, (b) employment, (c) education, (d) health and environment, (e)
social services, and (f) culture.
2. Energy and Water Agency within the Ministry for Energy and Water Management
(www.energywateragency.gov.mt): The Energy and Water Agency is a Government Agency
established via LN 340/2016. Set up in 2014 the Agency is tasked with formulating and
implementing Government’s national policies in the energy and water sectors, aimed at ensuring
security, sustainability and affordability of energy and water in Malta.
3. Richmond Foundation (http://www.richmond.org.mt) : The Richmond Foundation endeavours to
provide optimal community mental health services that promote mental wellbeing, address the
prevention of mental health problems and provide support for good quality of life. An agreement
was also reached with the Foundation initially however, this was discontinued since the foundation
houses its clients in its own social housing, and since the residents have no direct control on how
energy is used and in most cases do not have a legal person themselves in view of their cognitive
disabilities.

3.4.2 The project strategy
Vulnerable households in Malta were identified thanks to our local partners (LEAP) who are
tasked with assisting and supporting this cohort via the FEAD food distribution effort. Vulnerable
households where recruited from amongst beneficiaries of the ‘Fund for European Aid to the Most
Deprived’ (FEAD); which was launched in January 2015 and covers the period 2014 to 2020.
Thanks to FEAD, food packages are distributed to households according to pre-established criteria
as approved by the European Commission. These criteria take into account the financial situation
of each household. SMART-UP is collaborating with LEAP by training the social workers running
the centres and undertaking the home visits in order to reach out to Malta’s vulnerable
households and to start addressing energy poverty directly. During the meetings with the
household owners, the team and social workers delivered the basic energy advice and
undertook an electricity bill check. The meetings were either held during FEAD food collection or
within the households themselves.
LEAP is committed to reaching out to over 4,000 families via the opportunity created by the Fund
for European Aid to the Most Deprived (FEAD) programme, which provides food assistance to
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those in need. LEAP is taking the opportunity to profile the needs of these families, including
energy poverty, which provides the opportunity to SMART-UP to both collect data and provide
advice at food collection points.The established criteria for being provided support under FEAD
include:





Households in receipt of non-contributory means tested benefits and having two or more
children below the age of 16;
Households having two or more children below the age of 16 with an income not
exceeding 80% of National Minimum Wage;
Households having two or more children below the after of 16 with an income not
exceeding the National Minimum Wage;
Non-single households eligible for non-contributory means tested age pension.

Furthermore, in March 2017, Government decided to launch a new food distribution scheme,
titled ‘State Funded Food Distribution’ (SFFD) and funded completely by Government, in order to
assist more families needing immediate help because of poverty or because they did not qualify
for the EU food distribution scheme. LEAP is also administering this scheme which reaches out to
another 20,000 people. LEAP has 11 regional centres spread across the Maltese islands, and key
localities, namely in Birgu, Għargħur, Kirkop, Zurrieq , Marsaskala, Msida, Qawra, Qormi , Sta
Luċija, Valletta and Gozo Xewkija. LEAP is funded from the national budget and there is absolutely
no funding emanating from LEAP towards SMART-UP. On the contrary, SMART-UP will be
contributing to the effort of the social operators in the LEAP project.
This scheme is helping families receiving non-contributory benefits and having children under the
age of 16, persons on their own who receive an old age pension, families receiving energy benefits
and having one child under 16, and persons on a disability pension who are unemployed. Over
53,000 boxes of food have been distributed to the needy by the end of 2017. Other similar
agreements have also been reached with the Energy and Water Agency
(https://energywateragency.gov.mt)
and
the
Richmond
Foundation
(http://www.richmond.org.mt/). Inroads of collaboration towards energy poverty were
established with the government’s ‘Energy and Water Agency’ which was also tasked to “Introduce
free and voluntary Energy Efficiency Audits for every residence in Malta and Gozo” (2013)2 and to
“Introduce more schemes to help families and businesses increase efficiency and lower energy
bills” (2017)3 under successive political manifesto’s of the governing Party. Furthermore, the 2017
Manifest also commits to “05 - Launching schemes to help families, especially those considered
vulnerable, to replace old and wasteful appliances with a direct incentive from the Government”
(Pg. 61). Both these commitments have been undertaken and are in progress.
These two cohorts (social workers at LEAP and technical audit staff at EWA) were deemed to be
the ideal target stakeholderto receive energy advice since they are deemed to be the most
deprived, and since they are enrolled and verified by the FEAD. The effort reached around 650
households in Malta as at February 2018, and a post intervention questionnaire was distributed
to around 200 households, out of which 60 households where used as a control/experimental
group.

2

Malta Labour Party (2013). Malta for all key proposals from the 2013 electoral manifesto. Labour Party
https://www.um.edu.mt/electionsdata/maltesepolitics/politicalparties/manifestos
3
Malta Labour Party (2017). L-Aqwa Zmien ta’ pajjizna. Electoral Manifesto 2017. http://josephmuscat.com/wpcontent/uploads/2017/05/MANIFEST-2017.pdf
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LEAP

FEAD FOOD COLLECTION
Birgu LEAP Centre
Għargħur LEAP Centre
Ħal-Kirkop LEAP Centre
Iż-Żurrieq LEAP Centre
Marsaskala LEAP Centre
Msida LEAP Centre
Qawra LEAP Centre
Qormi LEAP Centre
St. Lucija LEAL Centre
Valletta LEAP Centre
Gozo Xewkija LEAP Centre

House
visits

Figure 5SMART-UP project strategy for Malta’s partner

3.4.3 Networking implemented tasks
In all, the project trained nine technical employees at EWA who were tasked with undertaking the
technical home visits on a national level. Similarly, 77 LEAP social workers where trained about
energy poverty and basic energy advice for vulnerable households and how to use the electricity
bill to flag issues with consumption or missing entitlements/benefits.
A structured interview already being undertaken by LEAP for the profiling of the families
concerned was supplemented with a new energy poverty questionnaire from the SMART-UP
project, and also separately from the Energy and Water Agency. This enables the social worker to
immediately understand whether there are any cost efficiencies that can be undertaken relatively
quickly, and to include energy poverty measures in their client advice when relevant.
All throughout the project, direct contact was maintained with management at LEAP and EWA,
and the social workers. Besides the training, meetings where held at the LEAP centres themselves
when the FEAD food distribution occurred (circa every 4 months). At these centres PiM staff were
in attendance to follow how the questionnaire was completed, how households were being
recruited and the quality of energy advice given. This phase served as an opportunity to hand-hold
social workers giving out basic energy advice, while ensuring that stigmatisation is avoided and the
correct data protection procedures where observed. A quarterly newsletter was sent with any
updates to billing procedures, bill maintenance paperwork or e-forms, any changes to benefit
eligibility, and further energy saving tips.
The combination of social workers dealing with the most deprived via the existing and formal
FEAD programme proved to be an excellent gateway to these households. The training provided
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helped sensitise social workers to this new reality in energy poverty, and also helped raise
awareness amongst policy makers locally. Similarly, the combination of technical staff from EWA
looking at the technical merits of the household, in conjunction with the social workers, helped
address not energy use in the households, but also provided hands on training on home audits and
energy use to the social worker. This helped increase confidence in providing advice, and
augmented the training provided with practical work in the homes.

3.5 United Kingdom’s work to keep the involvement of stakeholders:
3.5.1 Direct Network
NEA established a network with five partners. These were as follows;
1. Gentoo Group: a housing association that owns and manages more than 29,000 homes in
the North East of England. Gentoo originally provided a message of support for the project
at the time the application was submitted, and subsequently signed an agreement to
identify, recruit and advise 250 vulnerable tenants. The intention was for the majority of
these to be incorporated as an addition to existing energy advice provision however in
addition to challenges in identifying vulnerable smart meter customers (see other
deliverable reports, in particular those for WP5) a group restructure also meant that there
were then less resources available to devote to the project.
2. WM Housing Group: representing housing associations owning and managing 30,000
homes in the West Midlands.WM Housing signed an agreement to reach 600 vulnerable
tenants.
3. Riverside Housing Group: a housing association that owns over 52,000 properties in
various locations across the UK. Riverside signed an agreement to reach 200 tenants
4. Freebridge Community Housing: a housing association owning and managing 7,000
properties in the East Anglia region of England. Freebridge signed an agreement to reach
65 households as part of the pilot.
5. Groundwork Leeds: a sustainability charity based in the Yorkshire and Humberside region
of England. GL became involved later in the project specifically to support with the
recruitment of households to the pilot via their ‘Green Doctor’ energy advice scheme.
3.5.2 The project strategy
The initial plan for the project had been to work with two primary stakeholders –, one of the UK’s
largest energy suppliers and Gentoo Group, a Housing Association based in the North East of
England. Both provided letters supporting the project at bid stage and were also involved in the
initial stages of project delivery. Gentoo Group were already providing energy advice to vulnerable
consumers and were keen to also provide information on smart meters to this group; the energy
supplier had partnered with NEA on projects before and were also keen to support the charity and
assist vulnerable customers.
Gentoo Group subsequently signed an agreement with NEA to reach 250 vulnerable consumers
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through the project. They delivered some interventions but encountered several challenges in
reaching this target; mainly – a group restructure meant that the team which had originally been
tasked with delivering the project was reduced; and an inability due to delays in the rollout and
data protection issues to accurately identify which tenants had smart meters. These issues are
documented elsewhere in detail, most notably in work package 5 deliverable reports.
Other housing associations known to have a particular interest in fuel poverty were also
approached, with three subsequently agreeing to participate in the project (WM Housing Group;
Freebridge Community Housing and Riverside Housing Group). Challenges in reaching the targets
led NEA to also recruit Groundwork Leeds – a sustainability charity – to the project. Groundwork
Leeds provides a ‘Green Doctor’ advice service and was able to integrate the recruitment and
delivery of pilot activities within this service. WM Housing Group and Freebridge Housing were
also able to identify some pilot households (for more information see deliverable 5.4).
The energy supplier was also supportive of the project in principle and at strategic level, but it
became clear that it would not be feasible to implement the project via its network of installers. It
did however assist in providing information such as arranging for a visit to its smart meter centre
of excellence; arranging for NEA staff to accompany installers to learn more about the process;
and providing feedback on some of the promotional materials.
Other suppliers were also approached and meetings were held either face-to-face or via
conference calls with another four to explore opportunities to support the project, either via
training installers or looking at opportunities to help identify locations of smart meter customers.
While none of these subsequently became official stakeholders in the project nevertheless they
were interested in its outcomes and provided other advice and support.
NEA also contacted a number of other potential housing association partners and discussed the
project with them. These partnerships were not progressed because it became clear that the same
issues encountered in other areas would continue.
3.5.3 Networking implemented tasks
Communication has been frequent and dictated by NEA and stakeholder needs. Generally
however it followed a similar pattern – initial face-to-face meeting and then regular telephone
catch-ups. Good practice and leanings from each partnership were shared with other partners by
NEA at these meetings.
As these stakeholders were based across the country the majority of contact was undertaken with
these stakeholders directly, via face-to-face meetings or telephone calls, rather than group
meetings. Introductory meetings focused on providing an overview of the project and exploring
how the organisation could support it. Follow-up meetings with delivery partners focused on
formulating recruitment strategies, discussing and gaining feedback on the smart-up tools,
providing guidance on gaining consent, delivering advice and completing questionnaires. This
supported delivery of the SMART-UP training courses as reported on in Work Package 4, ensuring
that content of the courses was relevant for frontline staff from partnership agencies and that
partner leads could also provide further guidance on implementing the SMART-UP interventions
where necessary.
In addition to individual contact, a final conference was held in the UK to disseminate findings
from the project and also provide the opportunity for formal stakeholders and others with an
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interest in the project to come together to learn more about the project and share their own
experiences of engaging with vulnerable energy consumers. Representatives from WM Housing,
Freebridge and Groundwork Leeds attended, with a spokesperson from Groundwork Leeds
providing some insights from pilot delivery. More information on this event is provided in D7.7
(report on dissemination activities).
Three newsletters specifically focusing on the project have been sent to the lead contacts at each
of the formal stakeholder organisations . It had originally been intended to send these more
regularly however as the project was slow to progress it was felt better to only send information
when there was something worth communicating. However, smaller SMART-UP articles have also
featured in 5 of NEA’s quarterly members’ newsletters which are sent to its network of over 300
members; and the project has been promoted in social media posts to NEA’s network of over
4,000 followers. These are accounted for and documented more fully in D7.7.

3.6 Conclusion:
While other deliverables focussed in various project aspects, this one focusses on the networks
each partner developed in order to be able to implement the project in each country. In that
sense, section 3 explained the work performed by each partner in order to be able to implement
the project. Each partner explained: (1) the organizations network; (2) the project strategy in
terms of networking and (3) the networking tasks.
Regarding the organization’s network, the first thing one can notice is that networking was itself a
challenge because not all the networking efforts ended up with tangible results. The second thing
to be noted is that the number of organizations each partner networked with varies widely. In that
sense, this relates to the second thing this section looked at: the project strategy. In that sense, it
is very interesting to note how local contexts shape the way organization’s strategies developed to
implement the same or similar goals. It is indeed noticeable that while for instance Spain
developed a strategy collaborating with just 2 organizations (and indirectly involving other ones),
Italy networked with 13. But not only the number of organizations but their nature and their role
in the project varied widely. As such, a main conclusion is that there are many ways in which a
project such SMART-UP can be implemented and the strategy that seemed to work in a best way
was to partner with organizations that had resources and similar goals.
Here is important emphasize that all while all partners had to implement the same project each
partner developed the project in a different way taking into account the local contexts. It is
precisely the context and the organizations each partner related to what shaped the networking
tasks. As such, moving on to the third thing explored, the networking tasks we might refer to the
grant agreement which stated that each partner had to have at least 1 meeting with stakeholders
before the end of the project and elaborate a report with conclusions explaining what was done to
engage with them in each country.
On the one hand, this is the current report that the grant agreement referred to. On the other
hand, as the following table summarizes, each partner did more than 1 meeting. This was indeed
needed in order to develop the project in a more efficient way.
Partner

Number of meetings/seminars

Number of emails/newsletters
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ECOSERVEIS

28

36*/12

Alphéeis

24

51*/5

PIM

29

43*/5

AISFOR

34

90*/8

37/1

50*/8

NEA

Figure 6 Table summarizing the project meetings and networking activities. * indicates minimum estimated.

As one can appreciate, the project achieved the objective way beyond the expected. Note that
section 5 (Annex) provides an detailed table with information regarding each meeting so the
reader can take a specific look. In addition, after having seen the networking strategies developed
by each partner, next section summarizes the difficulties and lessons learned from these
networks.
4

Difficulties and lessons learned

The challenges raised during the project were a key opportunity for partners to learn. It was
thanks to the difficulties partners encountered that each partner separately in each country and
thought knowledge transfer during the project meetings that key lessons were learned. As such,
this section provides an understanding of the difficulties the partners faced and what lessons were
learned (LL) from the difficulties (D).
4.1 Spain’s lessons learned
1. D1: Finding the right partner. It was very difficult to find a partner that was both
interested and was willing to spend time and resources.
o LL1.1: Pick a strong partner well positioned
o LL1.2: Create win-win synergies
2. D2:Project time-management. When working with other organizations that have different
goals than your and are involved in other projects that they prioritize it can be hard to
implement to implement your own project goals. In addition, when there are many
organizations involved in the project this becomes a bigger challenge.
o LL2.1:Have a meeting just dedicated to stablish a timeline.
o LL2.2: Keep rescheduling when a deadline finishes.
o LL2.3: Say no and look for an alternative. Ecoserveis invested a lot of time working
to implement SMART-UP with the Barcelona Energy Agency. Nevertheless, the
project was not implemented in partnership with them. Since we invested a lot of
time, we could have tried to push but we decided to look for a better alternative.
3. D3:Households trust. Even if they are not an organization, we want to emphasize that
since households are a big part of the project and the end-receivers;they were at times
understood or framed as a whole body. The main difficulty we faced was that they were
not always used to be given support and the support was not a long-term one and as such
it was at times hard for the households to trust the project
o LL2.1:Develop the project in line with a social agency where social agents that
already know the vulnerable people can explain them the energy tips the project
transfers.
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o LL2.2: Adapt the project to the vulnerable people and if they have not implemented
the project tips conduct a research to understand why and what could be done in a
different way.
4.2 Italy’s lessons learned
1. D1: Finding the right partner(s). The project identifies two groups of partners for the
training and delivery of the enhanced advice: technicians and / or frontline staff from social
operators. As in Italy the roll-out of smart meters had already fully taken place, there were
no opportunities for technicians to discuss energy consumption habits with households
(even during the smart meter roll-out, the installation of smart meters had taken place
without any interaction between the technicians and the households).
Technicians: technical stakeholders target for the SMART-UP implementation was analysed
and several meetings were organised which confirmed the non-feasibility of such a
strategy with the following strength, weakness, opportunities and threats (SWOT):
Strengths–have the technical the competencies and experience to provide
enhanced advice on energy consumption and are aware of the energy poverty
phenomena;
Weaknesses – do not possess competencies and experience in addressing and
engaging vulnerable households:
Opportunities – empowering their competencies on social issues and
communication could lead to a professional figure with all the competencies
needed to provide support to vulnerable households;
Threats – not dealing with vulnerable target and being market-oriented, technicians
are not trusted by vulnerable consumers who consider them a commercial agents.
Social operators: the building of the SMART-UP stakeholders network therefore focused on
social operators with the following strength, weakness, opportunities and threats (SWOT):
Strengths – have direct contact with the vulnerable households target and have a
trustworthy relationship with them;
Weaknesses – have no knowledge on technical issues (not even as energy
consumers themselves) and are not aware of the issue of energy poverty.
Opportunities – they may reach numerous vulnerable households and the advice
on domestic energy surely is needed by their target
Threats - they face more severe problems than energy poverty and have very little
time. They are not used to work in a systematic manner.
As such, the lessons learned from this difficulty were:
o LL1 – it is important to select social partners which have synergies with energy
poverty and are interested in learning how to solve it
o LL2 – it is important to guide them, providing not only training but also guidelines
and operative tools, yo implement the entire process
o LL3 – it is important to foresee strong monitoring process
2. D2:Households trust and unwillingness to admit being in need. Due to the numerous
unfair commercial practices in the energy sector, consumers do not trust anyone and it is
very difficult to engage them on a discussion about their energy consumption / contract /
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bill and they are very reluctant to show their energy consumption baseline. In some cases
the trust issue related also to the signature of the informed consent which resulted more a
barrier than a guarantee for the SMART-UP target. Further to the trust issue, it was also
difficult to address vulnerable households without them feeling stigmatised and / or
obliged to admit that they were in a situation of need
o LL2.1: Contact vulnerable households through channels (operators / organisations /
venues / etc.) they trust. This was key and as such it is explained more in detail. The
newsletters sent to the network of stakeholders were: Newsletter SMART-UP - June 2016; July August 2016; September - October 2016; November 2016; December 2016; January – February
2017; March – April 2017; May - June 2017.
After June 2017 newsletters were not sent anymore to the network of stakeholders as the first part
of the large scale pilot was nearly finished. From June onwards, emails were sent directly to the
stakeholders engaged in the delivery of the small scale pilot. Further to the face-to-face meetings
with stakeholders and to the emails and newsletters sent to the network of stakeholders, AISFOR
carried out also the following activities to engage stakeholders and vulnerable households on the
SMART-UP project:



M’Illumino di Meno – is an annual initiative organized by a radio programme
CATERPILLAR broadcasted by a National Radio (Radio 2). It strated in 2005 with a
symbolic initiative of switching off the lights and it is now an nationwise initiative
including events and other activities to promote energy saving and energy efficiency.
In 2016 AISFOR participated at the initiative (https://www.aisfor.it/news-80smart_up_aderisce_a_m_illumino_di_meno_edizione_2016) through the creation of an
helpdesk to answer questions on energy consumption and energy efficiency on behalf
of consumers and households. Even though the SMART-UP initiative was published on
the “M’Illumino di meno” website and on AISFOR’s website and disseminated through
the social accounts, it did not meet the interest of consumers / households.



Citizens’s Energy Forum 2016 – together with ECOSERVEIS, AISFOR attended the
CCEF16 and had a booth to promote SMART-UP to European stakeholders, such as the
Italian Energy Authority, the Scottish Energy Action, Spanish and Italian consumer
association, etc. At the booth there was a roll-up of SMART-UP and postcards had been
prepared to be handed out.



Meeting between Municipality of Rome and Barcellona - European Utility Week 2016
– AISFOR, in collaboration with ECOSERVEIS, organised a meeting between a
representative of the Municipality of Rome and the bodies responsible of the project of
the municipality of Barcellona to tackle energy poverty. AISFOR invited to Barcellona a
counsellor of the municipality of Rome to the European utility Week.
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Figure 7 Screenshot from a SMART-UP newsletter from the AISFOR partner. More information at: https://www.aisfor.it/news-165esperienza_smart_up_per_la_riqualificazione_degli_edifici

4.3 France’s lessons learned
1. D1: Find the right partner: In our case, finding a partner was the hardest thing. It is already
considered difficult to motivate social workers to get involved in energy poverty, even if
this is less and less true, but in addition, we have faced yet another much more important
obstacle: the difficulty for Social workers to know households equipped with smart meters.
It is this last point that has discouraged most of the agencies contacted. Moreover, having
to go to households was another difficulty because many social organizations are more
used to receiving households than visiting them at home.
o
LL1: Choose a well-positioned local partner who has the confidence of households:
The solution put in place is to identify a local actor, used to working with households
and having their total confidence in order to be able to enter their housing and get
their acceptance to participate in the project, answers to questions and access to
their consumption data.
2. D2 Motivate and educate stakeholders to take into account energy issues: in France as in most
countries, social workers suffer from a lack of knowledge of energy and a low appetite for this
subject as they are often overloaded by their usual tasks

o

o

LL2.1 Training is the first lesson: Training is an indispensable and appreciated tool by
social workers who know that energy poverty is a subject that they are increasingly
faced with. The short and targeted format of the proposed training, within the
framework of the SMART-UP project, was well appreciated, even if, at the end of the
training, all the trainees do not yet feel totally confident with this subject.
LL2.1 Give them tools: Beyond training, it seems useful to provide social workers
with tools to analyse and best meet household needs. So the booklets, energy diary,
and other documents produced within the framework of the SMART-UP project seem
to have to be more targeted at social workers than households themselves, who do
not read the documents provided.

4.4 Malta’s lessons learned
1. D1:Partner’s preparedness for e-pov:The Maltese pilot study indicates that using targeted
social protection systems and support networks to deliver assistance to energy poor households
can help tackle energy poverty. However, in order to achieve this, an enabling environment must
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be in place in order to support the transition.
o LL1: The problem of energy poverty should not be treated locally without adequate
coordination with national and European stakeholders working with the most deprived, and
requires a serious effort towards finding solutions for the underlying structural causes which
leverages existing support networks on the ground. This requires that the following enabling
conditions and measures are in place to improve the energy poverty intervention at the
regional level:
 High-level political awareness and commitment towards energy poverty and ensuring
that energy support is integrated formally into social protection systems.
 Support to finance networks and aid which can ensure that practical energy advice and
aid reaches the people most in need.
 Policy integration and inter-ministerial coordination of energy poverty principles within
ministries for social protection, environment, energy and finance in order to support
these households.
 Leveraging of LEAP’s important social innovation which contributes to social
reintegration, both by empowering households to fight fuel poverty by improving
understanding of their energy use, and by engaging people who have been long-term
unemployed to rejoin the workforce.
 Formalising already existing partnerships at the local levels between energy and housing
actors, and building new partnerships (growing interest from social workers to energy
considerations in their everyday activities).
 Multi-stakeholder engagement and meaningful community participation across the
public sector, private sector, civil society and local communities during the design and
implementation of policies and programmes. Poor people especially must be recognised
as key actors rather than passive recipients of services.
 Offering social workers specific training and a diagnosis tool with which to make their
work more effective and help prevent or mitigate conditions of household energy
poverty in Europe. Training and tools will also contribute to increase their knowledge of
the underlying causes of energy poverty as a key agent.
 Energy poverty requires the intervention of social workers and government entities
tasked with their wellbeing to undertake a coordinated effort, and in practice only they
have direct access to this cohort due to data protection and stigmatisation concerns.
 Creating coordination units which facilitate communication and cooperation between
agents (public services and ONGs) and contribute to the maximisation of available
resources: currently, coordination occurs spontaneously and informally and is largely
based on personal relationships between social workers, especially in areas which the
public network does not reach.
 Energy poverty should be embedded in Malta’s poverty drives and local policy formally,
and commitment must come from Central government clearly and coherently, rather
than ad hoc interventions which are devoid of a policy context.
 Social workers need to help families at least in terms of ensuring households get their
bills, know how to read them, budget for them, and direct them to make sure they are
registered to the correct tariff.
 Social workers should assist households that are backwards on their bills to approach
the operator or billing company and take advantage of monthly instalment payments in
order to start addressing the outstanding bills, rather than burying their heads in the
sand with what seems to be an insurmountable challenge for most deprived families.
 A legal framework is necessary to address tenants’ rights with regards to receiving their
bills directly and registering their family members properly on the billing system, and to
receive any energy benefit entitlements accordingly.
 Tailored advice should be provided for each household, ensuring that they retain the
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necessary thermal comfort and necessities for their families.
 Procedures to enable informed consent to acquire historical energy use data should be
facilitated with ARMS in order to improve data collection, and bypass smart meter
reading limitations.


D2:Partner’s involvement and strategy:Training alone had its limitations since most social
workers felt insecure in providing advice due to the various different circumstances of each
household.
o LL2: All social workers agree that the opportunity to visit households along with EWA’s
technical people undertaking the house audits, made a huge difference. Social workers had
the opportunity to see how the technical people assessed the premises, bills while still
keeping a focus on the vulnerability aspects of the household. This resulted in a much
better uptake of the energy poverty tasks, and an improved knowledge transfer effort that
has enabled social workers to be self-sufficient after some hand-holding in the sample
households. Further and regular training sessions would be necessary to reflect recent
changes in the law of interest to vulnerable households, to inform about new billing
procedures and to maintain the knowledge transfer. This would also address staff turnover
issues amongst the LEAP team.

4.5 United Kingdom’s lessons learned
1. D1: Finding the right partner: While there were no initial concerns from NEA in being able
to find willing partners, the ability of those partners to then implement the project at scale
was severely limited due to the delays in the smart meter rollout in the UK and subsequent
challenges in identifying which households had smart meters. Partners may also be willing
to support projects in principle but lack the resources or finances to do so, particularly
when attempting to reach 100s of households. This meant that more partners were
needed to deliver the project than originally anticipated, which also impacted on resources
devoted to this work package.
o LL1.1: don’t undertake similar projects in the UK at this scale until the smart meter
rollout is much further advanced and/or data-sharing agreements can be reached
which would enable greater identification of those consumers who do have smart
meters.
o LL1.2:Ensuring that partners have the resources needed: partners may be willing
to support the project but without the resources or finances to do so at scale.
o L2.2: Consider including budget to pay partners to identify householders in future
projects

4.6 Conclusion
This section has related each partner’s networking project difficulties with their lessons learned.
As such, it is very interesting to note that while the strategy each partner used to implement the
project was different,the difficulties encountered where similar in each country. From each
partner’s difficulties and lessons learned one can notice threemain common difficulties: (1)
locating the right partners, (2) time to engage with stakeholders and (3) Household’s trust – to the
partner’s.
(1) Locating good partners: the main challenge was to locate the appropriate local partner, NEA
(UK partner) put’s it “Partners may be willing to support projects in principle but lack the
resources or finances to do so [may interfere]”. A similar argument comes from
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Alphéeis (French partner) but in that case the challenge was regarding the challenge that supposes
getting organizations motivated to do the project. In that sense, while resources might not be a
constrain, prioritising this project among others might be the challenge.This line of thought is also
followed by ASIFOR, the Italian partner who argue that both: (1) finding the partner and (2) “trying
to make them get involved” were key challenges. Finally, regarding the partner’s PIM from Malta
adds into the argument how important the partner’s expertise is in order to develop the project in
an efficient way. This actually played out very well in Spain where Ecoserveis developed a strategy
with a solid and expert partner.
(2) Time to engage with each stakeholder: Engaging with each stakeholder was time consuming.
This was especially true for the UK where in addition to the challenge of locating the right
partners, once the network was built, the time spent networking with them to develop the project
was more than expected.
(3) Household’s trust – to the partner’s: While this might not seem a networking challenge, it is
important to note that to develop trust very much depends on the stakeholders and as PIM
(Malta’s partner) suggests, “most social workers felt insecure in providing advice due to the
various different circumstances of each household”. As such, it might have been a good idea to
develop more meetings and ask for more feedback to the partners.
All in all, one can argue that the difficulties and lessons learned from networking with other
organizations is very much intertwined with the challenged and difficulties the project had itself
because it is precisely due to the network capacity that the project developed in a certain way in
each country. As such, not only the number of meetings but a good planning and anticipating was
key and is never in fact enough. While this is true to every project, for SMART-UP it was indeed
key in terms of being able to achieve the final goal: engage consumers. The following section
presents the number of registered meetings with each partner’s stakeholders.
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